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windstr."J\fl/
4001 Rodney Parham Drive . Little Rock, Arkansas 72212

(501 ) 748-7000

Jeff Heacox
Staff Manager Com pliance Reporting
J eff . l. heacox@wi ndstream.com
(501 ) 748-53e0
(501) 748-6583 (fax)

REDACTED FOR PUBLIC INSPECTION

October 11,2012

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 l2th Street SW
Washington, D.C.20554

Ms. Karen Majcher
Vice President - High Cost Low Income Division
Universal Service Administrative Company
2000 L Street NW, Suite 200
Washington, D.C. 20036

RE: WC Docket No. 10-90: Lifeline and Link Up Reform and Modernization, WC Docket No. 11-42

Pursuant to Section 54.313 and 54.422 of the Federal Communications Commission's rules and in
accordance with the guidance of the Public Notice issued August 6,2013, enclosed is the 2013 annual

report and certifications for Windstream Study Area Code 170176located in Pennsylvania.

This filing contains a redacted (200) Service Outage Reporting (Voice) form. The information that was

redacted is considered Confidential by the FCC and would cause Windstream to reveal proprietary

information and trade secrets and cause damage to its competitive position.

Should you have any questions, please contact me via email at ieff.l.heacox@windstream.com or by phone

at 501-748-5390.

'WZ'/
JeffHeacox
Staff Manager Compliance Reporting

Enclosures

Cc: Applicable State Public Utilities Commissions, State Public Service Commissions, and Tribal
Governments

Recelvod & lnspected

ocT 2 1 2013

FCC Mail Room
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t1 0a7 6
<010> Area Code

<015> Study Area Name
WIMSTREN PA

<020> Program Year 2014 ocT 2 1 2013

<030> Contact Name: Person USAC should contact
with questions about this data

Jeff Heacox FCC Mail Room

<035> Contact Telephone Number: so1-748-s3e0
Number ot the person identitied in data line <030>

<039> Contact Email Address:
Email ot the person identltled in data line <030>

j eff. I. heacox@windstream. com

<100> Service Quality lmprovement Reporting

<200> Outage Reporting (voice)

( complete otu ch ed worksheetl

( compl ete o tto ch e d wo.ksh eet)

(check box when complete)

-'-wt_!_l_____{_J

ffi
ll /il/I

<210>

<300> Unfulfilled Service Requests (voice)

<310> Detail on Attempts (voice)

<320> Unfulfilled Service Requests (broadband)

Detail on Attempts (broadband)

Number of Complaints per 1,000 customers (voice)

Fixed

Mobile

23

170L76PA310

I ll<- check box if no outages to report

( atto ch d esciptit e d oc u men t)

( atto ch d esci ptiv e d oc umeht)<330>

<400>

<410>

<420>

<440>

<450>

<430> Number ofComplaints per 1,000 customers (broadband) rm
Fixed

Mobile

<500> Service Quality Standards & Consumer Protection Rules Compliance
<s10>m
<600> Functionality in Emergency Situations
<oro>ffi
<700> Company Price Offerings (voice)

<710> Company Price Offerings (broadband)

I3::l ?ffiill""';[i,x[il;^1,1-,o"b o

(check to indicdte ce.tfication)

( o ftach ed d $cri pti ve doc u m ent)

(check to indicote certificdtion)

( oftach ed dscri pti ve doc u m ent)

( c om pl ete dtld ch ed worksheet )

( c o m pl ete dftoch ed wo rksheet )

( c ompl ete oftach ed worksheet)

(il yes, complete ottoched wotksheet)

(check to ihdicate cedificotion)

(otto ch descd ptive doc ument)

(if not, check to indicote cettilicotion)

(compl eb d ftdch ed worksh eet )

(com pl ete oftoch ed worksheet )

<1000>

<1010>

<1100> Terrestrial Backhaul (Y/N)?

<1110>

<1200> Terms and Condition for Lifeline Customers

oo
Y9EqIEIyEE! &lelg41parabil ity

<2000>

<2005>

<3000>

<3005>

Price €ap Carriers, Proceed to
lncluding Rote-of-Return Corriers offilioted with Price Cop Locol Exchonge Corriers

(check to indicdte cettificotion)

( compl ete otto ch ed wo.k sh eet)

Rate of Return Carriers, Proceed to ROR Additional Documentation Worksheet
(check to indicote certilicotion)

( compl ete ofr o ch ed work sh eet)

'tot't1t20't3
Page 1
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Page 72

WINDSTREAM PA

2074

USAC should Jeff Heacox

- Number ofperson identified in data line <O3O> 501-748-s390
<039> contactEmailAddress-EmailAddressofpersonidentifiedindataline<030> jeff.l.heacox@windsrreah.com

TO BE COMPLETED BY THE REPORTING CARRIER, IF THE REPORTING CARRIER IS FILING ANNUAI REPORTING ON ITS OWN BEHALF:

certification of officer as to the Accuracy of the Data Reported for the Annual Reporting for cAF or Lt Recipients

cenifythatlamanofficerofthereportingcarlier;myrespon5ibilitiesincludeensuIingtheaccuracy"f
eclpients; and, to the best of my knowledg€, the info.mation r€ported on this form and in any attachments is accunte.

Lo/t1,/2013

Authorized Officer: Director Regulatory ReporEing

of Authorized officer 507_7 48_7442

Area code of Reportinr Carrier: r'7o116
Due Dateforthisform: to/Ts/2013

Persons willfully makinE false statements on this form cn be puni5hed by fine orforfeiture under the communications Act of 1934,
underTitle 18 ofthe United States Code, 18 U.S.C. g 1001.

47 U.S.C. 55 502, 503(b), or fine of imprisonment

10111120,t3 Page 12



Page 13

Area Code

Name WIMSTREAM PA

Year 2074

Name - Persoh should contact Jeff Heacox

of in data line 501-748-5390

identifiedjn data line <O3O> j eff.1. heacox@windstream. com

TO BE COMPTETED BY THE REPORTING CARRIER, IF AN AGENT IS FILING ANNUAL REPORTS ON THE CARRIER'S BEHAI-F:

TO BE COMPTETED BY THE AUTHORIZED AGENT:

certification of officer to Authorize an Agent to File Annual Reports for cAF or Ll Recipients on Behalf of Reporting carrier

"i.tirvti"ii"i"i".ii; 1lT,",'ffilTJ:fl:It; and, to the best of my knowledge, the reports andiata provtJeJ fo ff,L arrf,ori.ed agent ts accurate.

Personswillfullymakingfal5estatementsonthisformcanbepunish"ahRn"o,tonffi
underTitle 18 ofthe United States Code, 18 U.S.C. E 1001.

95 502, 503(b), or fine or imprisonment

certification of Agent Authorized to File Annual Reports for cAF or Ll Recipients on Behalf of Reporting carrier

as agentforthe reportin8.".rl"., 
"le data reported h€rein based on data provided by the reporting carrler; an4 to th€ best of my knowledge, the information reported herein ls accu.ate-

Persohs willfully making false statements on this form can be punished by fine or forfeiture under the clmmunicatio* io or rs3a, az ;.s.;
18 ofthe Uhited States Code, 18 U.S.C. g 1001.

59 502, So3(b), or fine or imprisonment uhderTitle

10t11t2013
Page 13



Attachments
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Line 5 10- Description of Compliance with Service Qualitv Standards and Consumer Protection:

The Windstream ILEC companies certify that they comply with applicable state and
FCC service quality standards.

1. Service quality metrics are monitored and reviewed each month

2. Windstream is founded on integrity. All employees are required to complete a course
on integrity each year.

3. Windstream employees have at their disposal our People Practices Overview Course
which is a general overview of the guidelines that govern all Windstream employees.

4. Windstream's CPNI training manual documents when personnel are, and are not,

authorized to use CPNI. This Manual constitutes Windstream's policies and procedures

related to CPNI. All employees are required to follow the policies and procedures

specified in this manual.

Windstream lT has in place numerous measures to insure the integrity of the network
and the customer data that resides on the network. The network is monitored 2417 and
periodic reviews of the security processes are performed.

Windstream makes every attempt to achieve one-call resolution on customer invoice
issues.

Windstream has developed a program to help spot the Red Flags of identity theft, which
is consistant with the FTC's guidelines, and has procedures in place to mitigate the
potential damage of identy theft.

Windstream has implemented our Customer Account Protection Plan (CAPP) to provide

increased security against unauthorized changes (cramming) to customer accounts. This
plan requires third-party carriers to have a customers passcode to change the customers
service or or access the customers account information.

5.

6.

7.



Line 610 - Description of Functionality in Emergency Situations

Windstream certifies that it is compliant with applicable rules on service provision in emergency
situations. Windstream central offices are designed to withstand limited commercial power failures
through the use of emergency batteries supplemented by on site or portable generators. Windstream
personnel perform routine maintenance on this essential equipment based on the manufacturer's
service recommendations and Windstream service practices. The backup batteries are load tested
routinely and the on site generators are tested monthly.

Windstream's network is engineered to handle traffic spikes that can occur as the result of emergency
situations. The network is monitored 2al7 bV our Network Operations Center ensuring quick response
whenever and where ever it is needed. Network redundancy is built into our network where ever
possible to ensure alternate routing is available when necessary.
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Definition

A.

Discounts

A.

General

LIFELINE SERVICE

Lifeline service is a retaillocal service offering available to qualifying low-income residential customersand is provided pursuant to the FCC order ri-ll rereased 6riJoii.rv'0, zorz.

The following credits will apply for customers deemed eligible for Lifeline assistance:Monthly Credit

Federal Credit
State Credit io ResidentialAccess Line Varies rrl"lr?

The monthly discounted residential gle for qualified low-income customers may not be reduced belowzero' Therefore, the credit amount defined iri n. auove rh;il ;i";;;i'il" tot"r of the subscriber linecharge and the customer's normar resioentiat rocat excnange seri"" ,.rt".t

The company shall offer toll blocking to all qualifying low income customers at no charge at the timesuch customers subscribe to Lifeliniservi".r-. rr ili" Customer rotrnt"rily'"te"ts to receive toll blocking,the service shall become part of the customer;s liteline service andlii'""ri"" deposits will be waivdd.
Lifeline program rate reductions do not apply to long distance service or any other services (i.e.,custom cattins, CLASS, construction 

"r,lig;,", "r..)"rlj;;.F;;;=rffii'L" tariffed. customers mayobtain such services, where available, at th-eir discretion, attnoijtr tt 
"'r-li"iin" 

program rate reductiondoes not apply.

Lifeline program service wifl not be avairabre on a retro-active basis.

A.

B.

C.

Eligibility Requirements

A 
il:".X[:'[i3ll'j:}'::if::13::X1llprl]::1",1? terephoneline per residenriar househord, at
[H*:::??::g'ff 'fl fl ir,r.:l::lq;:""r!;;F.iii","*|5''ffi ',J;;:1:Htr[:?&"ffi""t;Hl?fl,:i.Tl:,j,"jAi*_g:,ll::.":ti"119us9pro; i" ;;;il;;r"",1, ,,i*i,"ui[,[; ;,l,il:?
[il':jlt3 ylij;",],ltifl.g9:ffT1_l1:_:_1T;iiffi';"";#:13;"il'J #i)ff,? 3l',[Xijlo ,,,t,*kl:: "'"[ 

adutt individuats contributint to 
"nj 

snaring ln ihe irncome and expenses of ahousehold." vr rvr rr rv rr I

B. The service must be provided in the eligible customer,s name.

c' An applicant whose household income is at or below 135% of the Federal poverty Guidelines, orwho participate in one of the following pro!*",
Medicaid
Food Stamps
Supplemental Security lncome
Federal public Housing Assistance
Low lncome- Home Energy Assistance program
Temporary Assistance to 

-lrleedv 
Families

National School Lunch,s Free Lunch program

D. The customer must sign, under penalty of perjury, a document certifying:

He/she is receiving benefits from one of the programs risted in c. above.Name of the program(s) from which tney arJre&ivi;;;il.
That he/she wiil notify the company iftr6lsrre 

";b;;;;d;ates in the program(s) named inC. preceding.



F.

The applicant must also supply.the name of the program(s) from which they are receiving benefits andprovide documentation supporting participation ii th; ;dl;ri;). ffii r,e7ir,e urr notify the company ifhe/she no tonger participaies in tf,e p.gi;f;j.;med in C. preceding.

customers qualifying for.Lifeline service are offered the services or functionalities enumerate d in 4lcode of Federal Regulations s54.101 falirl-ieiirerating to supported service for Rural, lnsular andHigh Cost Areas).

The company has certification processes in place which at the time of enrollment requires adocumentation review that confirms t e conslmli's nousenoii 
"iigioitity. 

ii" company wi1 retaincopies of the self-certification records ot oot ltr" applcant anJ td c;;p;;y. A company officer wilrattest that these procedures are in place.

Lifeline service may not be disconnected for non-payment of toll charges. ln addition, the company willnot deny re-establishment of local service to 
"r"i6r"r. who are eligible for Lifeline Assistance andhave previously bden disconnected tor nonpaymlnt of toll charges.

f5',X'J,.,','"1#:I3,t"ffii:',1:flj[[:n',"e customers wiil rirst be appried to rocarservice charses

G' 
ffir::#B:ltwill 

annuallv verifv the continued eligibitity pursuant to the FCC order 12-11 reteased on

Credits and Deposits

A' The credit verification procedures available for 
-all 

applicants who apply for service with the companywill also be used for appricants wrro appty ioiservice under ttre iiteirii6 program.

B. 
,T",3:L:jlfi:,11*:,::::j:::Fllp:ll" yl:.3ppy for service with the company wil arso be used
[::fl Bli":l,ty,i"^:1:],r:::::,::,,:l€ir,-"iii"ri,iJiid#;fi il:'#"fi lifig,[:i:'Jii
blocking service.;"#fT::::,wir 

be waived ror Lirerine s"ri"" ,ppii""rt"'"il" ,l]ill,ilii rv !lJ"1i'i: S1|::,8:T 
",,

Service Charges

!:ilffi."n"es 
do not apply when eligible customers with existing residential service convert to Lifeline

l#IJ* 
order deposit is not applicable to customers who elect tolt blocking when initiating Lifeline

A service order charge does apply when:

At the time Lifeline Service billing is initiated, eligible residential local exchange access service
3113!?:""ff:J";::t, 

additionil optional cattiris reatuieslr"r''""t,i"t", Caltins r"ri**, -

fiy""r:r;x;:nt 
moves or changes after the initial connection to Lifetine service are requested by

:""#:""1ffiJilfii$JilJ3: residential applicants (those without existins tocat exchanse access

Payments and Disconnection of Service

A.

B.

C.

B.



Windstream Residential Service Rates by Service Area
Rates shown with and without state and federar Liferine discounts appried

SAC
Without Lifeline Discounts With Lifeline Discounts

Low Low
170176


